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With the economic globalization and the development of technology, the product 
homogeneity and high requirements from the customers make enterprises face 
increasingly severe pressure. They need to do continuous improvement in products, 
service, management method, internal process and so on. The thesis is based on Lean Six 
Sigma theory. It studies the coming, implementation and tools of  Lean Six Sigma. It 
studies the project of  Dell company installation service , uses the tools of Lean Six 
Sigma to find the root cause of human resource waste, efficiency and service quality 
decrease in the business. Then details  Lean Six Sigma’s six steps which are define, 
measure, analyze, improve, control and report to illustrate how Lean Six Sigma plays a 
role in service management and fixes the problem. Through the project implementation, 
get the conclusion that a successful Lean Six Sigma project needs below elements: take 
the customer as a starting point, the support from leader, team cooperation as well as the 
correct use of data, tools and IT technology. At the end, the thesis looks forward to the 
future, hopes Lean Six Sigma theory can be better use in the practice and contribute to 
company’s core competitiveness.  
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第一章  绪论 
1 







本文所研究的主体是 IT行业中的一家 IT公司。 随着 IT行业的不断发展和创新，
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